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About this Session…

To present a business case model for “Strategic” Code Enforcement 
in a progressive and growing urban city.

Section 1: About Austin & Austin Code
Section 2: Conducting an Organizational Scan
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Section 3:  Charting A New Way Forward 
Section 4:  Strategic Tools and Practices
Section 4:  It’s All About Results…
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Click the image below to view the 
"Telling Our Story" video 

https://www.youtube.com/watch?v=UkEHq3Wh16g
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About 
Austin…



Telling Our Story
[Excerpt from 60-Page Original]

Presented to 
American Association of Code Enforcement 

Cora D. Wright, Director
Austin Code Department 

November 2018
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Historical Growth

Since 1946, examining full-purpose 
jurisdiction alone, land area has 
increased over 700% - a rate of around 
4.5 square miles per year.

Population has also kept pace.

In 1946, the City of Austin’s population 
was around 101,000. Today the 
estimate is 913,000 (full-purpose 
jurisdiction). That’s around an 800% 
increase.
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Source: Population – Detailed City of Austin population history: 1840 to 2016, City of Austin, Planning and Zoning Department; Land Area - City of Austin Jurisdictional 
History - Communications and Technology Management via Open Data Portal 7
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When we break down 
demographics by age, we see 
an emerging Hispanic youth 
majority.

8Source: Ryan Robinson, City Demographer, Department of Planning, City of Austin - pulled from Demographic Presentation “Demographics_snapshot_Dec_2016.pptx”

ftp://ftp.austintexas.gov/GIS-Data/planning/Demographic%20presentations/Demographics_snapshot_Dec_2016.pptx
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Land Expansion

Since 1990, here’s a look at land 
annexation:

- On average, Austin annexed 3.8 
square miles of land per year.

- Austin annexed the most land in 
1997 at 23.5 square miles

Source: City of Austin Jurisdictional History - Communications and Technology Management via Open Data Portal 9
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Current Demographics 
and Boundary Growth

Source: Hispanic or Latino and Race (Table 03002) & Housing Units (Table B25001) – U.S. Census Bureau, 2015 American Community Survey 1-Year Estimates; 
City of Austin Jurisdictional History - Communications and Technology Management via Open Data Portal; Ryan Robinson, City Demographer, Department of Planning, City 
of Austin – corroborated with Demographic Presentation “Demographics_snapshot_Dec_2016.pptx”
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Total Housing Units 217,054 276,842 354,241 397,637

Population and Housing
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Asian* 15,366 30,915 49,560 69,696
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African-American* 55,409 64,259 60,760 68,061

Anglo/White* 287,289 347,554 385,271 444,638
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ftp://ftp.austintexas.gov/GIS-Data/planning/Demographic%20presentations/Demographics_snapshot_Dec_2016.pptx
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Measuring Building and 
Construction Activity

Source: Annual Number of Building Permits – COA Department of Development Services 11
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Demolitions Permits

In the context of a 
growing city, increased 
demolitions typically 
point to making room for 
new development and 
new construction.

Source: Annual Number of Building Permits Issued from Jan 1, 1990 to December 8, 2016 – COA Department of Development Services 12
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Looking Ahead

So with what we know, where does 
that leave us moving forward?

Population
• Expected to reach 1 million people 

within full-purpose jurisdiction by 
2021.

Land
• Austin city limits currently covers 

over 325 square miles. (COA 
Planning and Zoning Dept.)

• If historical trends continue, the 
full purpose jurisdiction will pass 
300 square miles by 2020.

Source: Full-Purpose Jurisdiction Population - Austin Area Population Histories and Forecasts – COA Planning and Zoning’s Demographic Data Page; Land Area – Linear 
Extrapolation using historical annexation data, City of Austin Jurisdictional History - Communications and Technology Management via Open Data Portal 13
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Forecasting into the 
Future

Given seven years worth of data, our 
team created two average linear 
forecasts, looking five years out.

One forecast assumes the next few 
years will be similar to the last 4 
(Forecast A).

The other forecast considers the next 
few years will be similar to the last 8. 
(Forecast B).

To “flat-line” the average caseload per 
inspector, given the current trend, we 
would need to take on an additional 6
FTEs per year.

14
Source: 2009 to 2016 - Austin Code Amanda DB Management System. CC, OL, CE, UR, and OP Folders, and ROP Listing. 2007 – 2013 Cases – Reported by City of Austin 
Budget Office. 2014 to 2016 Cases - Austin Code Amanda DB Management System. FTE Inspectors and Investigators– COA Finance – eCombs Personnel Data from 2007 –
2016
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Source: Annual Number of Building Permits Issued from Jan 1, 1990 to December 8, 2016 – COA Department of Development Services 15
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“Keeping Pace”

Your Most 
Valuable Resource

--The Staff--



ORGANIZATIONAL SCAN

Is the Department Positioned 
for High Performance?  

§ About Austin….
§ Leadership Capacity and Level of Follow-ship?
§ Organizational Challenges and Opportunities?
§ Ability to Keep Pace w/ Growing City Demands?
§ Are Desired Results Achieved?
§ Recurring Organizational Issues? 

17
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Complaint Cases

Source: 2007 – 2016 Cases – Reported by City of Austin Budget Office.
19
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Cases per Fiscal Year 17,260 21,000 15,661 18,344 17,779 17,677 22,310 24,975

Complaint Cases per Fiscal Year

First, Complaint Cases:
• Property Abatement
• Land Use Enforcement
• Structure Condition

These cases, traditionally, are the 
bulk of our work. We respond to 
complaints and investigate them. 
From 2009 to 2016,  45% increase.



Austin Code – Draft – PM Only

Keeping Up with Cases

From 2009 to 2016, the number of 
Full Time or Equivalent Staff (FTEs) 
devoted to case investigations has 
risen by around 50% (about 3 per 
year), but has it risen relative to the 
increasing caseload?

The following slides will examine 
the full scope of case enforcement.

Source: FTEs (Inspector C’s and above , not inlcludeing Mgmt) as reported by COA Finance – eCombs Personnel Data from 2007 – 2016
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Complaint Cases by 
Council District
Here is a look at Calendar Year cases 
from Jan 2016 to Dec 2016. 

Source: Complaints – COA Amanda Case Mgmt. System from Jan 1, 2016 – Dec 31, 2016; Single Member Council Districts – Office of the City Clerk via Open Data Portal 21
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1000 – 1750
1751 – 2000
2001 – 2500
3000 – 3500
More than 3500

Complaint Cases in 2016

Top 5 
Districts

Complaints 
In 2016

1 3,901
3 3,354
4 2,759
9 2,656
2 2,300
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Measuring Departmental
Scope of Operations

Source: 2007 – 2016 Complaint Cases – Reported by City of Austin Budget Office. 2009 to 2016 - Austin Code Amanda DB Management System. OL, UR, and OP Folders, 
and ROP Listing. Short Term Rentals 2014-2016 from CBO. 22
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Complaint Cases 17,260 21,000 15,661 18,344 17,779 17,677 22,310 24,975

Scope of Enforcement per Fiscal Year

When we combine all of our case 
data, we see a shift from traditional 
complaint enforcement to a broader 
scope of enforcement:
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Another Look

23
Source: 2007 – 2016 Complaint Cases – Reported by City of Austin Budget Office. 2009 to 2016 - Austin Code Amanda DB Management System. OL, UR, and 
OP Folders, and ROP Listing. Short Term Rentals 2014-2016 from CBO.
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Bandit Sign Collection - - - - - 1,155 3,253 8,599

Code Education Only - - - - - 244 308 2,374

Private Waste Hauler Accounts - - - - - 559 763 1,120

Short Term Rentals - - - - 563 1,099 1,240 1,169

Licensing and Registration w/ Annual Inspections 326 303 301 308 328 2,564 3,549 5,027

Complaint Cases 17,260 21,000 15,661 18,344 17,779 17,677 22,310 24,975

Inspector Activities per Fiscal Year

When we add complaint 

cases, we can better see 

the growing addition of 

duties not related to cases 

as it relates to overall 

Code inspector and 

investigator activities.
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Licensing & Registration:

Our records show large increases 
in this type of case due to 
citywide policy changes as well 
as being more diligent about 
recording activity. From 2009 to 
2016, 3,538% increase.
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Billboards 11 7 1 - - 509 507 512
Hotels and Motels 161 163 162 166 183 184 190 199
Mobile Home Parks 47 33 42 40 42 47 36 39
Private Waste Hauler Accounts - - - - - 555 763 1,128
Repeat Offender Dwelling Units - - - - - 1,722 2,715 4,172
Rooming, Boarding, and Bed & Breakfast 107 100 96 102 103 102 101 105
Short Term Rentals - - - 452 563 1,099 1,240 1,169

Licensing and Registration per Fiscal Year

Licensing & Registration

Source: 2009 to 2016 - Austin Code Amanda DB Management System. OL, UR, and OP Folders, and ROP Listing. Short Term Rentals 2014-2016 from CBO.
24
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Code Education and Signs

Source: 2009 to 2016 Cases - Austin Code Amanda DB Management System. CE Folder.
25
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Code Education per Fiscal Year

Next, Code Education:

- Engagement or activity with the 
community as a proactive measure 
to teach and reduce unwanted 
behavior.

- Collection of Illegal Signs

Our records show, prior to 2014, we 
haven’t always tracked activity. 

It’s not that we haven’t been 
educating or been active, it’s that we 
haven’t always diligently recorded our 
activity.

Activity Not Recorded

208%
Increase

155%
Increase



Charting the Course
To  A High Performing Organization
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LEADERSHIP IS CRITICAL
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RE-SET VISION & INTENT

Clear vision aligns leadership, which in 
turn, aligns the organization…..

29
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FY 2015-16

Prior Vision 
“To	become	the	premier	Code	Enforcement																																																						

program	in	the	nation”	

Prior Mission
The mission of Austin Code Department is to provide quality education 

and enforcement of codes and ordinances to our citizens for Austin to be 
the most livable city. 

Prior Goals
Achieve an average initial complaint response time of                       2 

working days for all cases by FY2017-18.

Achieve non-judicial compliance on all cases within                                     
107 days from when complaints are first reported. 

Maintain an average of 70 hours of training                                                  
per investigative FTE per fiscal year. 

FY 2016-17 
Proposed Strategic Direction

New Vision 
“Building	a	Greater	Austin	together	through																																																																
Code	Education,	Collaboration	&	Enforcement”	

New Mission
The mission of Austin Code Department is to provide effective community 

education and fair and equitable enforcement of local property 
maintenance, land use and nuisance codes in order                     to gain 

and maintain compliance, so that                                                                       
Austin will be safe and livable. 

New Strategic Goals
Improve community awareness and basic understanding                                    

of Local Code Requirements.

Improve safe, healthy and legal uses of                                                               
Austin lands and properties.

Provide fair, equitable and expedited                                                            
enforcement of City codes.

RE-SET VISION & INTENT
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FY 2016-17 
Proposed Strategic Direction 

New Vision 
“Building	a	Greater	Austin together	through																																																																
Code	Education,	Collaboration	&	Enforcement”	

New Mission
The mission of Austin Code Department is to provide effective community 

education and fair and equitable enforcement of local property 
maintenance, land use and nuisance codes in order                     to gain 

and maintain compliance, so that                                                                       
Austin will be safe and livable. 

New Strategic Goals
Improve community awareness and basic understanding                                    

of Local Code Requirements.

Improve safe, healthy and legal uses of                                                               
Austin lands and properties.

Provide fair, equitable and expedited                                                            
enforcement of City codes.

RE-SET VISION & INTENT



STRUCTURAL & STAFF
REALIGNMENT

• Re-set Leadership Roles & Expectations
• Structural Alignment of Programs & 

Services
• Demand-Driven Staff Alignment
• Case Leveling & Workflow Alignment
• Set Professional Standards & Practices
• Performance Management & Evaluation

32
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Enforcement Process 
Initiated

Complaint/Inspector 
Generated Case

Pre-Inspection Research               
Ownership, Permits, History

Initial Inspection

Determine Violation

Close Case or                              
Issue Notice of Violation

Allow Reasonable Time for 
Corrective Action

Re-Inspection

Close or Escalate 
Case

Involuntary Enforcement 
Fines, Penalties, Liens, Court

Involuntary Enforcement  
Higher Courts

HIGH-PERFORMANCE 
ORGANIZATIONS

Dr. Bart Sayle, Breakthrough Thinking
https://social.eyeforpharma.com/users/dr-bart-sayle

1. Management Quality– First and Foremost!
• Build trust relationships with staff on all levels of the organization
• Value employee loyalty; show respect; treat fairly
• Exemplify strong ethics and standards
• Apply decisive action-focused decisions
• Hold people responsible for intended results
• Promote knowledge exchange and learning         performance-driven

2. Openness and Action Orientation!
• Value the opinion of every employee
• Engage in frequent dialogue with employees

3. Focus on the “Long-Term”
• Enhance customer value creation by learning what customers want; by being 

responsive
• Create mutually-beneficial partnerships (stakeholder & community) relations
• Hold needs of organization > self-interest
• Grow leaders

4. Continuous Improvement and Innovation
• Simplify, improve and align all processes        improve the ability to respond

https://social.eyeforpharma.com/users/dr-bart-sayle


STRATEGIC ENFORCEMENT 
TOOLS & PRACTICES
• “C-TERM”—Tiered Code Enforcement Response Matrix 
• Case Leveling & Competency-based Assignment
• Special Teams– Efficiency & Effectiveness
• CodeConnect Line- Technical Code Assistance
• Weekend/Evening Code Enforcement 
• Enhanced Fines for Repeat Offenders
• Expand Administrative Hearing Capacity
• Clarify Inspector Standard Operating Procedures (SOPs)
• Re-set Supervisory & Management Oversight
• Expand Code Academy Program//Accreditation

34
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https://austin.civicinsight.com/

https://austin.civicinsight.com/
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CLOSE CRITICAL FUNDING GAPS

Identify critically needed resources, staffing and 
tools, then create a multipronged funding 
strategy.  

§ Determine your management strategy 
§ Demonstrate a commitment to optimize efficient 

and effective operations 
§ Establish a pattern of success or movement in 

the right direction
§ Continually build commitment from Leadership 

Team to drive outcomes

39



It’s All About Results….

40



About 
Results…

SAY IT…
DO IT…

PROVE IT…
IMPROVE IT!

41

2016 2017 2018

Approved Budget  (expense) $20,133,95
7

$19,963,06
6

$23,151,66
8

FTEs 117 119 146

Total Inspections Performed 37,436 38,092 63,845

BSC Cases & Win Rates 63  /  100%   34  /  100% 55  /  100%

Administrative Hearing Cases &
Win Rates 

125  /  97% 122 /  94% 212  / 95%

Average Inspection/Day 149 153 256

Citations Issued 193 226 439

Short Term Rental Licenses 1,169 1,696 2,016

Repeat Offender Program Insp. 1,920 3,639 7,952

Weekend/Evening Enforcement No Data No Data 1,395
Code Education & Outreach 86 83 97
CodeConnect Line (Inspector TA Calls) See  2018 See 2018 953

Inspector Caseloads 25,873 24,787 32,971

Department Revenue $18,233,88
5

$18,142,20
2

$23,225,93
5



Enhanced Enforcement
Structural and strategic alignment coupled with the use of strategic enforcement 
tools and practices results in greater operational efficiency, effectiveness and results.  

License & Registration
§ 420%     Short Term Rental (STR) Citations 

Issued
§ 24%       STR Operating Licenses  
§ 14%       STR Revenue
§ 87%       Repeat Offender Properties (ROP) to 

BSC
§ 200%     ROP Revenue

IPMC/Zoning/Other 
§ 520%    Voluntary Property Abatement Compliance
§ Reduced Inspector Caseloads by 35 Cases/Average
§ CodeConnect Line– 1000 Code Assistance Calls
§ 95% Administrative Hearing Win-Rate
§ Improved Revenue

42
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Thank You!!

45
“Please Don’t Text and Drive”



Active Cases for any 
given Inspector. 
Updated Daily.
Link Here

https://mstr.austintexas.gov/MicroStrategy/asp/Main.aspx?evt=3186&src=Main.aspx.3186&subscriptionID=B021DE854B075AA950AD3E8623BC0127&Server=COAMSTRP01&Project=Code+Compliance&Port=0&share=1



